Bonnevile




Section Slide Number
Executive Summary 3
Methods and Objectives 9
Commercial Sector 14
Industrial Sector 38
Residential Sector 49




Executive Summary



BPA engaged Navigant to evaluate specific components of its energy efficiency
programs using a new evaluation approach

Utility customers are the most important source of feedback for BPA program operations. BPA's new process evaluation framework
obtains customer feedback yearly and targets specific areas of in-depth inquiry as necessary via a three-step process. This new
framework 1s:

A Timely. Yearly utility-customer survey provides relevant information to program staff
A Customized. Program staff choose when and in which stages to participate
A Targeted. Program staff spend resources when and where necessary
A Measurable. Tracks customer satisfaction over time
Survey customers 4 If necessary, gather )
Document the regularly to obtain ~ additional program
feedback on program information from market
program . :
. satisfaction, program actors and stakeholders
understanding
processes, and areas for through targeted
program improvement \_ assessments )

This report presents results from Step 2, surveying customers to gather areas for program improvement.



Survey Process

Create Survey
Instrument

Conduct Web Based

Analyze Results

The survey focused on
general questions, such as
satisfaction and
participation, in addition to
sector specific research
requests

Survey

68 out of 139 unique
utilities responded,
equating to a roughly
50% response rate

Navigant, working closely
with BPA stakeholders,
and synthesized findings
from the survey
responses into this report



Survey objectives varied by sector based on the program needs identified by BPA staff

Sector Objectives

Commercial A Understand what measures utilities currently offer.

m A Gain insights that would facilitate the integration of the Lighting and HVAC TANSs.

A Learn how to assess the attribution of projects to the TANSs (i.e., to quantify the
benefits of the TAN in terms of the incentive programs’ performance)

Industrial A Understand what measures utilities currently offer.
A Obtain feedback from utilities on how well BPA is delivering and implementing the
h ESI program, and whether the program is meeting the needs of industrial end-use
customers
Residential A Examine the types of HPWH programs customer utilities currently offer and/or plan
to offer
ﬁ\ A Understand the reasoning for non-participation in HPWH programs
A Gain insight into interest levels and feedback for potentially creating a HPWH

offering through Simple Steps




Survey responses yielded several key takeaways for each sector

Commercial

Residential

T

Do o o o Do

Survey respondents stated they lack time and expertise for marketing, outreach, and technical assistance
Participants stated that internal staff and trade allies have gaps in knowledge for more complex measures
Customer utilities revealed trade allies (contractors) need more education about BPA specific lighting
measures and lighting calculators

Survey respondents tend to fill administrative roles and lack the time and expertise for marketing,
technical, and administrative assistance to trade allies and end-use customers

Survey respondents revealed contractors need more education specific lighting measures, the lighting
calculator, and benefit to cost information

Many customer utilities are currently offering HPWH rebates directly to customers, but not proactively
marketing them

Most survey respondents lack the time and expertise or have concerns with the availability of HPWH
distributors and knowledgeable installers in their territories

Customer utilities stated that they would like BPA to increase HPWH education and funding to facilitate
HPWH rebate offerings to residential customers

Customer utilities interested in a midstream offering would like to see BPA gather more stakeholder input,
increase education, and communicate more often

Almost of quarter of respondents stated they would not be interested in a midstream offering for HPWH if
BPA offered it



Based on the key takeaways, Navigant recommends the following for each sector

Commercial

Residential

To o I T Do Do

T

To T o T Do

Assess how TANs can provide more marketing, outreach, and technical assistance
Create targeted educational trainings and print material

(Lighting TAN) Provide technical information on specific lighting measures
(Lighting TAN) Standardize lighting calculator and limit updates

(HVAC TAN) Increase contractor education in specific areas

(HVAC TAN) Consider identifying a designated contact for FAQs

Develop a better understanding of who runs the industrial lighting program for utilities (e.g. who
uploads the lighting calculator to BPA).

Improve coordination with the Lighting TAN to ensure installers, manufacturers, and wholesalers
understand the industrial lighting program offer mirrors that of the commercial lighting program

Conduct research on HPWH distributors and installers

Educate distributors and installers about BPA’s HPWH programs

Educate utilities about HPWH benefits

(If Offering HPWH through Simple Steps) Educate utilities about midstream benefits
(If Offering HPWH through Simple Steps) Increase utility branding opportunities
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&
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Each sector section in this document includes an overview of the objectives and
findings, detailed survey responses, recommendations, and a summary

Within each section, survey responses and recommendations are organized by findings
category. The Commercial and Residential sections have multiple findings categories.

Survey objectives for
each sector

Findings categorized
by the type of
information provided

Survey Responses Recommendations m

Detailed findings,
including multiple
choice survey
responses and direct
quotes

Recommendations
based on survey
responses and input
from BPA staff

Summary of
objectives, findings,
suggestions, and
next steps



Sixty-eight utilities completed the survey, but the number of respondents varies by

iuestion, so the number of respondents and question type is included with all the






















































































































